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Ozet

Calismada geleneksel ve hizli servis sunan restoranlarda ortaya c¢ikan hizmet
hatalarinin ve hizmet telafi stratejilerinin belirlenmesi ve hangi hizmet hatalarinin
hangi telafilerle karsilandidinin tespit edilmesi amaglanmaktadir. Bununla birlikte
¢alismada restoran tiriine gore (geleneksel veya hizli servis sunan) restoranin
yanitt agisindan farkhhdin olup olmadiginin ve hizmet telafisi ile musgteri
memnuniyeti arasinda  bir iligkinin olup olmadiginin saptanmasi da
amaglanmaktadir. Arastirma, geleneksel restoran ve hizli servis sunan restoranda
hizmet hatalarini deneyimlemis 283 kisiden anket teknigi ile toplanan verilerle
gerceklestiriimistir. Arastirmanin baslica bulgularindan biri restoran turtine goére
(geleneksel ya da hizl servis sunan) hizmet hatalari ile hizmet telafilerinin farklilik
gOstermedigi  yonudndedir. Bununla Dbirlikte arastirma bulgulari  restoran
isletmelerinde belirli hizmet hatalarina siklikla belirli telafi stratejileri ile yanit
verildigini gdstermektedir. Restoran turiine goére restorandaki hizmet hatalarina
verilen yanit agisindan farklilik oldugu tespit edilmistir. Restoranin hizmet hatasina
karsilik uygun bir telafi stratejisi ile verdigi yanitin misteri memnuniyetini olumiu
yonde etkiledigi de saptanmistir.
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Abstract

This study aims at identifying service failures and service recovery strategies both
in fine-dining and quick service restaurant settings; examining the association
between service failures and recovery strategies, determining the diversity
according to type of restaurant in terms of restaurant responding and investigating
the influence of restaurants’ response to failure on customer satisfaction. Data
were collected through a survey including a sample of 283 consumers who had
experienced service failures in a fine dining or quick service restaurant context.
The main findings of the current study indicate that the frequency of service failures
and recovery strategies do not change depending on the type of restaurant (fine-
dining or quick service) while it is evident from the research that restaurants are
inclined to response to certain service failures with specific recovery strategies.
Furthermore, the empirical evidences of the study demonstrate that the
restaurants’ response to failure has a positive impact on customer satisfaction.
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